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Abstract: The recent preoccupations of companies are quite varied, but most of them have the same
objective—the improvement of organizational performance. The service area is a very popular one
among individual clients or legal entities, the latter having many more interactions with companies
in the IT area following the COVID-19 pandemic. The objective of this paper is to determine the
factors that contribute to improving the organizational performance of IT service companies. The
study involves exploratory, quantitative research that analyzes the perceptions of employees in
the Romanian IT sector regarding the performance of their companies, as well as the key success
factors that enable its achievement. The results indicate that organizational culture, organizational
innovation level, service quality, and employee skills are some of the most important variables that
can influence the organizational performance of Romanian IT service providers, thus contributing to
their economic sustainability. Moreover, in this field, entrepreneurs should be more concerned about
developing employees’ skills and improving their satisfaction, as they are one of the key resources
for a sustainable business in the IT industry.

Keywords: organizational performance; IT companies; service innovation; service quality; business
excellence models

1. Introduction

Since March 2020, when the World Health Organization declared the COVID-19
pandemic [1], it has had an enormous impact on numerous aspects of the economy, business,
and work [2]. The outbreak of the coronavirus disease has led to numerous changes in the
way businesses are operating around the world. All companies experienced a critical point,
many of them needing to completely change the way they organize, produce, or even
provide services [3–6]. Most economic sectors have suffered, as they have been pushed to
adapt quickly and to implement more technologies or even to switch to online [7]. In this
way, IT providers became some of the most important players in the economy, and their
performance became an important concern with numerous implications [8].

Research on organizational performance is rapidly developing and the interest in this
field is reflected by the multitude of papers written (over 7.41 million results on Google
Scholar by searching the keyword “performance” and over 815,000 results by searching the
keywords “organizational performance”). Recent studies have investigated organizational
performance and the factors that affect it. Although there is no internationally recognized
definition, organizational performance is considered a sustainable multidimensional con-
cept [9–11], which is based on the relationships between several interconnected factors [12].
On the one hand, Sink and Tuttle [13] define performance as a complex relationship be-
tween effectiveness, efficiency, quality, and productivity [13], while on the other hand,
some researchers mention innovation and profitability [14–16]. Different authors describe
the concept as the result of complex interactions involving efficiency and effectiveness [17],
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the value created within the company [18], capitalization of internal resources and oppor-
tunities in the business environment, the satisfaction of stakeholders [19], and achieving
the proposed objectives [20].

To complicate matters more, according to the causality model of performance [21],
organizational performance is not limited to measuring the financial results of a company,
but also the quality of the relations with its stakeholders. In addition, Suárez-Gargallo
and Zaragoza-Sáez [22] point out that the use of both financial and non-financial measures
acts as a factor influencing organizational performance. Thus, the performance of an
organization can be seen as a globalizing concept, which pursues several dimensions,
taking into account multiple issues related to the company’s stakeholders (employees,
customers, suppliers, investors, and so on). These aspects can be quite confusing for the
management team, as they can affect the company’s performance in various ways: the
ability to motivate staff; to offer value-added products/services to customers; to properly
reimburse investors; and to develop profitable, long-term relationships with suppliers [23].

Referring to the performance of service companies in particular, it can be noted that
defining and measuring organizational performance is a complex and difficult task [24].
Although the literature presents numerous ways of measuring and evaluating it, none of
them clearly emphasize what the factors are that affect it. According to the literature, the
key success factors are aspects that must be achieved for the business to succeed and, if not
well performed, will make the achievement of the missions and goals unlikely within a
business or project [25].

Some papers indicate that the factors that should be taken into consideration for
evaluating organizational performance are as follows: financial dimension, innovation,
management experience, quality, continuous improvement, and business excellence [26,27].
Still, the authors are not aware of an analysis being performed on evaluating these factors
for IT services providers. Given the importance of the IT sector in these turbulent times,
this study aims to fill this gap by providing a scientific approach for testing whether these
factors affect IT providers’ ability to achieve organizational performance.

In Romania, the IT sector was the star of the economy and the pandemic-winning
sector in the first half of the year 2020. In the pandemic context, the IT sector increased
by 12.4% in volume in the first 6 months of 2020 compared with the same period of the
previous year, accounting for 7–8% of Romania’s GDP [28]. The companies that offer
IT services were very busy during this period, as they had an essential contribution to
the digitalization of the enterprises. They had to find solutions to automate ordinary,
time-consuming tasks and critical business activities. At the same time, the activity of
the IT companies aimed to ensure a high level of cybersecurity, as well as promoting
operations based on cloud computing [29]. Thus, IT companies were forced to operate at
full capacity to ensure the smooth running of all other companies in the economy. However,
this should set off an alarm signal to the management team, which should find the most
efficient solutions to improve organizational performance. Considering the large volume
of work, these companies need to streamline their activities; improve their organizational
performance; and stand out in the market through quality services, high performance,
and excellence.

Despite the rapid evolution of technology, the IT sector is also facing several problems,
which are increasingly felt with the trend of digitalization. Thus, according to a report by
Global Knowledge, the most important challenges faced by professionals from this field
are related to the workforce, workload, the trend of digitization, cybersecurity, and process
automation [29]. The employees are overwhelmed by the workload during this period.
Many of them do not have the necessary skills to handle all the work tasks. Thus, one of
the problems reported by both management staff and employees is the lack of training [29].
Moreover, the lack of programs dedicated to the development of employees’ knowledge
and skills negatively influences the employees’ and organizational performance [30].

Against this background, the purpose of this paper is to determine the key success
factors that contribute to improving the organizational performance of IT service companies.
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Such information can aid IT providers that are willing to improve their organizational
performance to create implementation strategies with a higher chance of achieving success.

As can be observed, the aforementioned studies investigated some of the key factors
individually. The present paper approaches and tests several identified factors at the same
time, integrating them into the conceptual model, in order to investigate their impact on
organizational performance. To accomplish this purpose, the authors used a quantitative
research method.

In the next section, the literature on the key success factors that enable organizational
performance is examined. The third section presents the research methodology, while
Sections 4 and 5 are dedicated to results and discussion, respectively. Section 6 is devoted
to conclusions that can be drawn, along with their theoretical and practical implications.

2. Literature Review and Hypothesis Development
2.1. Relationship between the Financial Dimension and Organizational Performance

Financial indicators were among the first used to measure organizational performance,
being the easiest to identify, define, track, and improve [31,32]. With the evolution of
technology, the financial accounting process has changed, beginning to be approached more
with the help of computer programs. Cleary and Quinn [33] studied the impact of a cloud-
based infrastructure in the field of accounting and finance on micro and small and medium-
sized enterprises (SMEs), as well as their performance in the analyzed enterprises. Their
results indicated that the cloud-based accounting/finance infrastructure had a positive and
statistically significant impact on organizational performance.

Recent research on the impact of the financial dimension on organizational perfor-
mance [34–44] reveals that it is a subject of major interest for the scientific community.
However, the obtained results are presented in a general manner, without a distinction
between the typology and the field of activity of the analyzed companies. Therefore, the
authors hypothesize the following:

Hypothesis 1 (H1). There is a positive correlation between the financial dimension and organiza-
tional performance.

2.2. Relationship between the Organizational Innovation Level and Organizational Performance

While research on innovation in service sectors is little explored, some studies reveal a
strong correlation between innovation and business performance, especially in terms of
process innovation [45]. Therefore, improving business performance can also be achieved
by developing the company’s innovation potential (e.g., product, process, organization, or
marketing innovation).

The intensity of research and development is correlated with patenting measures,
while measured innovation in the introduction of new products is associated with business
performance [46]. One of the studies conducted in this regard analyzes the moderating
effect of intellectual property rights on the relationship between innovation and perfor-
mance of manufacturing companies, and the results indicate a positive correlation between
patenting and improvements in the performance of new enterprises [47].

Other studies emphasize that the use of a stimulating rewarding policy for creative
employees leads to a high level of organizational innovation and, as a consequence, to
an improved level of business performance [48]. Moreover, there are scientific articles
pointing out that the use of social networks positively affects a company’s innovation
potential [49,50]. Therefore, the authors argue the following:

Hypothesis 2 (H2). There is a positive correlation between the organizational innovation level and
organizational performance.
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2.3. Relationship between Management Experience and Organizational Performance

Various studies have analyzed the strategic involvement of managers in companies
and revealed that their involvement in strategy formulation is associated with improved
organizational performance [51–53]. Thus, internal process management has positive
effects on both internal and external operational performance, while external process
management has a positive effect on external operational performance only. Moreover,
internal and external operational performance have positive effects on the company’s
overall performance [54].

Most successful companies choose to improve process management [55]. Focusing on
improving processes, the company’s management aims to increase business performance
and flexibility, so that it can respond to the needs and changes of the market. The relation-
ship between planning and success is mediated by process management, and the strength
of these relationships is moderated by uncertainty, being determined by the degree of
innovation [56]. Based on these aspects, the following hypothesis was considered:

Hypothesis 3 (H3). There is a positive correlation between organizational performance and
management experience.

2.4. Relationship between Service Quality and Organizational Performance

In defining performance, both Jacot [57] and Pottier [58] emphasized the important
roles of competitiveness, productivity, and profitability. One of the most important elements
that contribute to ensuring organizational performance is the quality of services. It helps to
increase customer satisfaction, to repeat purchases, and even to attract new customers [59].

Other studies reveal that the quality of services is associated with the general perfor-
mance evaluation of a service provider, usually performed in the long term, as opposed
to the satisfaction of services, which is measured in the short term [60]. Moreover, service
quality is often associated with continuous improvement [60], and Deming’s approach [61]
highlighted that all the interested parties should focus on quality improvement processes.
Therefore, the authors argue the following:

Hypothesis 4 (H4). There is a positive correlation between service quality and organizational
performance.

2.5. Relationship between Continuous Improvement and Organizational Performance

Within companies, continuous improvement is achieved through personal devel-
opment programs, implementation of ISO 9000 standards, total quality management,
implementation of Six Sigma programs, or even the application of business excellence
models [60]. Personal development programs are designed to help the company’s em-
ployees acquire certain specific skills and knowledge that are used to improve workplace
performance [62]. Thus, in the long run, these programs can also improve organizational
performance [63]. Based on these aspects, the authors aimed to investigate how continuous
improvement affects organizational performance. The hypothesis formulated in this regard
was as follows:

Hypothesis 5 (H5). There is a positive correlation between organizational performance and
continuous improvements.

2.6. Relationship between Business Excellence and Organizational Performance

Following the success obtained by companies regarding quality and performance,
excellence is born, which implies permanent, repetitive transformations, regarding both the
quality level of the services offered by the organizations and their efficient development [64].
Both the concepts of organizational excellence and business excellence are reflected in
the literature. According to Harrington [65], the concept of organizational excellence
emphasizes how a company performs well in all its activities, striving not to register
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errors or failures at any level of the organization. Thus, Harrington [65] points out that,
through organizational excellence, companies need to create an internal framework that is
based on standards and procedures, with quality as a key factor in this regard. According
to McAdam [66], business excellence refers to how companies register high levels of
performance in terms of market growth, but also in terms of the relations with the other
stakeholders. Business excellence refers to ensuring long-term competitive success, which
can be achieved by creating and balancing value for all stakeholders [67]. Thus, business
excellence often incurs a direct comparison with other competitors in the market, when
excelling means being better than others [68], standing out positively compared with the
rest of the market competitors. The analysis of outstanding results is a determination of
organizational performance, which, once measured, may indicate a certain level of business
excellence [69].

Business excellence models (BEMs) are often associated with the concept of business
excellence [70]. BEMs represent a set of values and concepts that create a basis for inte-
grating key performance requirements and operational requirements in a results-oriented,
action and feedback framework [71]. These models refer to achieving and sustaining
higher levels of performance that meet or exceed all stakeholders’ expectations [72]. The
framework offered by BEMs assists the adoption of the business excellence principles, as
well as the measurement of the degree of integration of this adoption, with the models also
being internationally recognized [73].

The EFQM (European Foundation for Quality Management) Excellence Model is the
most widely-used evaluation and self-evaluation framework for companies [74], acting
as a management tool applied for the implementation of total quality management. This
model should not necessarily be seen as a standard, but as an evaluation benchmark and a
management framework [75], which analyzes seven important criteria: purpose, vision,
and strategy; organizational culture and leadership; stakeholder involvement; creating
sustainable value; performance and transformation management; results on stakeholder
perceptions; and results on operational and strategic performance.

In this regard, the authors aimed to verify whether, in the case of IT companies, the pos-
itive relationship between the business excellence models and organizational performance
is valid. The authors formulated the following hypothesis:

Hypothesis 6 (H6). There is a positive correlation between organizational performance and using
business excellence models.

2.7. Relationship between Organizational Performance, the Size of the Company, and the Age of
the Company

The age and the size of the company are often mentioned in different papers whose
subject is related to organizational performance. For example, a study in India focused
on the relationship between the age of the company and the company’s performance,
defined as the company’s productivity and profitability. The results show that, on the one
hand, older companies are more productive, but less profitable. On the other hand, larger
companies are more profitable, but less productive [76]. Coad et al. [77] analyzed in their
paper the role of both size and age of the company in its evolution. The results of their
paper indicate that organizational performance improves with age (higher profits, higher
productivity, larger company size).

However, some researchers highlighted the fact that the age of the company negatively
affects organizational performance, because, despite the benefits of the knowledge gained
during the company’s growth, they begin to be limited by a more rigid structure, routine,
or inflexibility of managers [77,78]. As Coad et al. [77] argue, the relationship between
company age and organizational performance still requires the attention of researchers.
Many aspects can be analyzed in various industries regarding the understanding of how
managers can further improve the organizational performance when companies reach the
stage of maturity or even later. Thus, the authors aim to analyze if the age of Romanian IT
companies influences their level of organizational performance:
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Hypothesis 7 (H7). The age of companies influences the level of organizational performance.

While many papers highlight the fact that the size of the company is a significant factor
regarding how profitable a company is, some authors found a negative or non-existent
relationship between them. Odalo et al. [79] studied the relationship between company
size and its financial performance. The results of their research confirmed that the size
of the company had a positive influence on the financial performance, with larger firms
having more resources than smaller ones, enjoying economies of scale, and being more
competitive in the market. These results are also supported by other studies [80–82], with
the firm’s size also affecting its value. However, a very large firm size can impact the
company in negative ways owing to bureaucracy or some other factors [79].

Despite these findings, things are not so clear regarding the relationship between
performance and company size. For example, Mahzura [83] claims that, to some extent, the
size of the company does not affect its performance; more precisely, it does not influence
its value. An important aspect is how the size of the company is defined. Even though the
papers mentioned above used the assets or the sales to define the firm size, the added value
or the number of employees could be better measures of a firm’s size [82]. Thus, the authors
intended to test whether, in Romanian IT companies, the size of the company (defined
as the number of employees) is one of the factors that could influence the organizational
performance:

Hypothesis 8 (H8). The size of companies influences the level of organizational performance.

2.8. Conceptual Framework

The authors have designed and empirically tested a conceptual framework to present
the eight hypotheses that were mentioned in the theoretical background, which address
the concepts of quality, organizational performance, and business excellence (Figure 1):
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Thus, the authors aimed to test this model to determine the key factors that contribute
to improving organizational performance in IT service companies from Romania.

3. Research Methodology

This paper employed an exploratory survey that used a quantitative methodology to
investigate the main factors that influence the organizational performance of companies
providing IT services. In this regard, the authors conducted quantitative research, based
on the analysis of the perceptions of people working in IT service companies in Bucharest,
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Romania, using the questionnaire as a tool for data collection. Thus, the main objective
of this paper was to determine the key success factors that enable IT service providers to
achieve organizational performance.

3.1. Survey Data

The survey data utilized in this study were collected from the Alumni group of
students from the Faculty of Automation and Computers from University Politehnica of
Bucharest. The reasons for choosing this group were, on the one hand, that three out of the
four authors work within this faculty and, on the other hand, because it is a relevant group
for the objective of the study.

The sample of respondents consisted of 44 employees working in IT companies in
Bucharest, Romania. The authors used the non-probabilistic method of sampling (the
“snowball” method), based on convenience, typical, and critical cases [74].

Out of the total respondents, 63.6% were male, with the largest share of respondents
having executive positions within the company (95.5%). Regarding their service experience,
13.6% of the respondents had between 5 and 10 years of experience in the service sector,
and 20.5% of them had between 3 and 5 years in this sector (Table 1). About 61% of the
firms surveyed had been in the market for more than 10 years, while 20.5% had been
established within the prior 3 years.

Table 1. Respondents’ gender, position, and experience in the IT sector.

Gender Position
Experience in the IT Sector

TotalLess than
3 Years

Between 3 and
5 Years

Between 5 and
10 Years

Male
Leadership 0 1 1 2
Execution 18 5 3 26

Total 18 6 4 28

Female
Execution 11 3 2 16

Total 11 3 2 16

Most of the analyzed companies were big companies, with more than 250 employees
(61.4%), while 11.4% of them had less than 50 employees, being small enterprises [84].

3.2. Measurement Instrument

The research method used in this paper was an exploratory survey. The research
instrument consisted of a self-administered questionnaire containing 37 items, with the
questionnaire divided into four sections. The first section consisted of collecting demo-
graphic data regarding the gender of the respondents, their position within the company,
their service experience, and their working time within the company. The next section
analyzed data about the IT companies, such as years since their establishment and number
of employees. The third section of the questionnaire was dedicated to the analysis of the
organizational performance level, while the fourth section involved the analysis of the
factors that can influence organizational performance.

A five-point Likert scale was used to measure respondents’ perceptions of the organi-
zational performance of Romanian IT service providers (Table 2).
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Table 2. Items used to describe the organizational performance.

Construct Variables References

Organizational
performance

(OP)

Profitability [36–46,85–88]
Revenue [36–46,85–88]

Market share [85–88]
Service quality [73,85–89]

Customers’ satisfaction [73,85–89]
Employees’ satisfaction [73,85–89]

Processes [73,85–89]
Stakeholders’ satisfaction [85]

The scale indicated the following attitudes regarding the analyzed statements: (1) total
disagreement, (2) partial disagreement, (3) neither agreement nor disagreement, (4) partial
agreement, and (5) total agreement. Table 3 describes the other constructs that show the
factors that can influence organizational performance.

Table 3. Factors used in the research.

Factors Variables References

Financial dimension (F)
•Financial resources [33–44,85]
•Financial results [33–44,85]

Organizational innovation level (I) •Innovative products and services
•Innovation methods and technics [46–50]

Management experience (Me) •Management experience [55,56]

Service quality (Q) •Perceived service quality [59,60]
•Process improvement [61]

Continuous improvement (Ci)

•Employee skills [62,90–95]
•Employee skills development programs [61,90–96]
•Application of ISO 9000 standards [96–98]
•Using the Six Sigma method [99–104]
•Using the Lean Six Sigma method [105–107]

Business excellence models (BEMs)

•Clear definition of the company’s purpose,
vision, and mission [108]

•Developing an organizational culture [108]
•Leadership style [108]
•Stakeholder involvement [108]
•Creating a sustainable value [108]
•Adaptation to changes in the environment [108]
•Stakeholder perceptions analysis [108]
•Analysis of the results obtained by
the company [108]

Size of the company •The size of the company [79–85]

Age of the company •The age of the company [76–78]

The items chosen to describe these factors reflect the respondents’ perception regarding
the extent to which the analyzed aspects are implemented within their companies.

3.3. The Reliability of the Data

To identify the factors that influence organizational performance, an analysis of the
items was performed. The authors interpreted the collected data using the SPSS statistical
software (Version 19.0). Thus, factorial analysis was performed using principal component
analysis as the extraction method and the Varimax rotation method with Kaiser normal-
ization [109,110]. To measure the internal validity of the questionnaire, Cronbach’s alpha
coefficients were determined. Given the fact that several concepts were analyzed in this pa-
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per, reliability testing was performed for each factor, also mentioning the initial eigenvalues
and the percentage of variance (Table 4).

Table 4. Reliability and validity analysis of the questionnaire.

Variables Factor
Loadings Factor Eigenvalues %Variance Cronbach’s Alpha

Financial resources 0.843 Financial
dimension

1.42 71.14 0.686Financial results 0.843

Innovative products and services 0.834
Innovation 1.37 68.97 0.645Innovation methods

and techniques 0.824

Service quality 0.817 Quality 1.33 66.68 0.601Process improvement 0.817

ISO 9000 standards 0.881

Continuous
improvement 2.91 58.26 0.819

Six Sigma 0.783
Lean Six Sigma 0.838

Employees’ skills 0.680
Employees’ skills

development programs 0.598

Company’s purpose, vision, and
mission 0.751

Business
excellence

models
4.53 56.67 0.888

Leadership style 0.760
Organizational culture 0.709

Sustainable value 0.808
Stakeholder involvement 0.746

Adaptation to
environmental changes 0.630

Stakeholders’ perceptions 0.735
Results 0.862

Profitability 0.871

Organizational
performance 4.37 54.71 0.857

Revenue 0.679
Market share 0.864

Service quality 0.841
Customers’ satisfaction 0.811
Employees’ satisfaction 0.808

Processes 0.682
Stakeholders’ satisfaction 0.702

For the financial, innovation, and quality factors, the Cronbach’s alpha coefficients had
values between 0.5 and 0.7, which indicate moderate reliability [111]. All the other factors
had Cronbach’s Alpha values higher than 0.7, which indicates a good internal consistency
of the tested items [112], guaranteeing the reliability of the data used for statistical analyses.

Based on these results, this paper used organizational performance (OP) as the depen-
dent variable, while the independent variables were financial dimension (F), quality (Q),
continuous improvement (Ci), management experience (Me), innovation (I), and business
excellence models (BEMs). Except for innovation and management experience, all the
other variables were obtained by mediating the items that described them (Table 4). More-
over, the authors aimed to analyze if the age and the size of the company can influence
organizational performance.

4. Results

To analyze the data, the authors used the SPSS statistical software, version 19.0,
and descriptive and inferential statistics to present the statistical summary of the most
relevant data (descriptive statistics), as well as the analysis of correlations between variables
(inferential statistics).
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4.1. Analyzing the Level of Perceived Organizational Performance of Companies Providing
IT Services

To determine the overall organizational performance score (P), the authors considered
the following variables: profitability (Pr), revenue (Re), market share (Ms), the perspective
of clients (Pc), employees (Pe), interest groups (Pig), the process perspective (Pp), and
the quality of services (Qs) [111]. Thus, the overall organizational performance score
was calculated by determining an average score of the eight variables taken into account
(Table 5).

Table 5. The calculation method of the organizational performance score.

Variable Calculation Method

Organizational performance P = (Pr + Re + Ms + Pc + Pe + Pig + Pp + Qs)/8 = 4.34

Regarding the organizational performance score, the results highlighted a high degree
of perceived organizational performance, with an arithmetic mean of 4.34, with a maximum
score of 5.

As for the level of concern for improving organizational performance, all companies
were concerned with this aspect, but only 34.1% were very concerned, while 11.4% were
less concerned (Table 6).

Table 6. The company’s level of concern regarding the organizational performance improvement.

Values Frequency Percent Valid Percent Cumulative Percent

Less concerned 5 11.4 11.4 11.4
Concerned 24 54.5 54.5 65.9

Very concerned 15 34.1 34.1 100.0
Total 44 100.0 100.0

The authors used the one-way ANOVA statistical test to analyze whether the com-
pany’s level of concern regarding the organizational performance (OP) improvement is in-
fluenced by the size of the company or its age. According to the test results
(F (2,41) = 0.218, p = 0.805), there is no statistically significant difference between the groups
of companies having different sizes regarding the level of concern about organizational
performance improvement (Table 7).

Table 7. One-way ANOVA test for the size and the age of the companies based on OP.

Variables Values Sum of Squares df Mean Square F Sig.

Size Between Groups 0.187 2 0.093 0.218 0.805
Within Groups 17.541 41 0.428

Total 17.727 43

Age Between Groups 1.342 3 0.447 1.092 0.364
Within Groups 16.385 40 0.410

Total 17.727 43

The same result was obtained regarding the age of the company: the one-way ANOVA
test (F (3,40) = 1.092, p = 0.364) proved that there is no statistically significant difference
between groups of companies with different ages regarding the level of concern about
organizational performance improvement (Table 7).
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4.2. Determining the Main Factors That Influence the Organizational Performance of Companies
Providing IT Services

To determine the main factors that influence the organizational performance of com-
panies (OP) providing IT services, an analysis of Pearson coefficients was performed
(Table 8).

Table 8. Correlations between OP and identified factors.

Factors OP BEMs Ci F Q Me I

OP -
BEMs 0.755 ** -

Ci 0.438 ** 0.721 ** -
F 0.264 0.490 ** 0.593 ** -
Q 0.640 ** 0.529 ** 0.198 0.018 -

Me 0.478 ** 0.569 ** 0.573 ** 0.300 * 0.563 ** -
I 0.577 ** 0.513 ** 0.314 * 0.190 0.696 ** 0.345 * -

Note: OP—organizational performance, BEMs—business excellence models, Ci—continuous improvement;
F—financial dimension; Q—service quality; Me—management experience; I—organizational innovation level;
N = 44; * correlation is significant at the 0.05 level (two-tailed); ** correlation is significant at the 0.01 level
(two-tailed).

To interpret the values of the Pearson coefficients, the authors used Evans’ guide,
according to which a moderate correlation ranges between 0.40 and 0.59, a strong corre-
lation ranges between 0.60 and 0.79, a very strong correlation ranges between 0.80 and
1.0, while below 0.40 there is a very low correlation [113]. The results indicate that there is
a strong positive correlation between quality and organizational performance (r = 0.640,
p < 0.01), while innovation, continuous improvement, and management experience mod-
erate influence on the firm performance. On the one hand, the factor that influences
organizational performance the most is the business excellence model, and the correla-
tion between this factor and organizational performance is strong and positive (r = 0.755,
p < 0.01). On the other hand, the factor that does not influence the organizational perfor-
mance is the financial one (r = 0.264, p > 0.05).

To analyze in-depth the results obtained, the correlations between the items used to
describe the factors mentioned in this study and the organizational performance were also
investigated (Table 9).

The results of the study show that companies that use employee skills development
programs or ISO 9000 standards have an improved level of performance. It is very interest-
ing to note that there is no significant correlation between organizational performance and
using Six Sigma or Lean Six Sigma (p > 0.05). These results may suggest that, for improving
the quality of IT services, the use of Six Sigma methods is not necessary, because many of
the services are personalized, requiring increased attention of employees who have highly
developed knowledge and skills in this area. Furthermore, all of the main criteria that
describe the European Foundation for Quality Management Excellence Model (EFQM) are
positively associated with organizational performance.

Developing an organizational culture (r = 0.735, p < 0.01) and analyzing the results
obtained by the company (r = 0.665, p < 0.01) also have a strong positive correlation with
the organizational performance of companies in the IT area. Those results may indicate the
importance of developing an organizational culture oriented to excellence as well as the
importance of the key performance indicators that must be clearly defined, implemented,
monitored, analyzed, and developed to measure the improvements in firm performance.
Although the manager’s experience can influence the organizational performance, it seems
that the manager’s age is not relevant for this goal.

To test if the age or the size of the company influence the organizational performance,
the authors performed a nonlinear regression analysis. Thus, SPSS software was used to
analyze curve estimation for the relationship between organizational performance and
both variables (Table 10).
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Table 9. Correlations between OP and the identified study items.

Variables
The Relationship with OP

Types of Correlations
Pearson Correlation Sig. (Two-Tailed)

Financial resources 0.205 0.182 No correlation
Financial results 0.245 0.109 No correlation

Innovation 0.577 ** 0.000 Positive, moderate
Innovative products and services 0.570 ** 0.000 Positive, moderate

Innovation methods and techniques 0.584 ** 0.000 Positive, moderate
Management experience 0.478 ** 0.001 Positive, moderate
Perceived service quality 0.638 ** 0.000 Positive, strong

Process improvement 0.417 ** 0.005 Positive, moderate
Application of ISO 9000 standards 0.401 ** 0.007 Positive, moderate

Using the Six Sigma method 0.172 0.263 No correlation
Using the Lean Six Sigma method 0.123 0.425 No correlation

Employee skills 0.543 ** 0.000 Positive, moderate
Employee skills development programs 0.474 ** 0.001 Positive, moderate

Clear definition of the company’s purpose,
vision, and mission 0.387 ** 0.010 Positive, weak

Developing an organizational culture 0.735 ** 0.000 Positive, strong
Leadership style 0.575 ** 0.000 Positive, moderate

Creating a sustainable value 0.584 ** 0.000 Positive, moderate
Stakeholder involvement 0.506 ** 0.000 Positive, moderate

Adaptation to changes in the environment 0.482 ** 0.001 Positive, moderate
Stakeholder perceptions analysis 0.576 ** 0.000 Positive, moderate

Analysis of the results obtained by
the company 0.665 ** 0.000 Positive, strong

Manager’s age 0.098 0.526 No correlation

Note: N = 44; OP—organizational performance; ** correlation is significant at the 0.01 level (two-tailed).

Table 10. Model summaries and parameter estimates for the selected study variables.

The Independent
Variable

Equation
Model Summary Parameter Estimates

R-Square F df1 df2 Sig. Constant b1 b2

Size of the company

Linear 0.054 2.404 1 42 0.129 3.652 0.199
Logarithmic 0.073 3.328 1 42 0.075 3.488 0.701

Inverse 0.095 4.393 1 42 0.042 5.036 −2.281
Quadratic 0.202 5.199 2 41 0.010 −1.642 3.788 −0.571
Compound 0.080 3.650 1 42 0.063 3.414 1.068

Power 0.104 4.869 1 42 0.033 3.255 0.227
Growth 0.080 3.650 1 42 0.063 1.228 0.066

Exponential 0.080 3.650 1 42 0.063 3.414 0.066
Logistic 0.080 3.650 1 42 0.063 0.293 0.936

Age of the company

Linear 0.086 3.933 1 42 0.054 3.903 0.142
Logarithmic 0.058 2.609 1 42 0.114 4.083 0.260

Inverse 0.034 1.478 1 42 0.231 4.508 −0.369
Quadratic 0.169 4.159 2 41 0.023 4.976 −1.014 0.226
Compound 0.082 3.746 1 42 0.060 3.818 1.039

Power 0.053 2.354 1 42 0.132 4.013 0.067
Growth 0.082 3.746 1 42 0.060 1.340 0.038

Exponential 0.082 3.746 1 42 0.060 3.818 0.038
Logistic 0.082 3.746 1 42 0.060 0.262 0.963

Note: the dependent variable is organizational performance.

The equation that best describes the relationship between the dependent and in-
dependent variables is the quadratic one (F-value of 5.199 for the size of the company
as an independent variable and 4.129 for the age of the company as an independent
variable). Both of the R-square values for the quadratic equation are low (0.202 and
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0.169), which indicates that these equations did not explain very much the variance in
organizational performance.

5. Discussion

The results of this study indicate that any IT service provider that aims for a high level
of organizational performance should be more concerned with innovating services and
processes (H2), as well as improving its quality (H4). Quality is one of the key factors that
can positively influence customer satisfaction [60] or even all stakeholders [71]. These as-
pects are also supported by the results of the studies mentioned in the literature review and
hypothesis development section [45–48], which indicate that developing and improving
a company’s innovation potential helps to improve organizational performance. More-
over, Romanian IT companies should focus on improving processes and the employees’
knowledge and skills, with these also being key factors that can influence organizational
performance, as Huang [41] found. To be able to successfully implement these aspects,
the company must carefully choose the people in charge and rely on their experience and
knowledge (H2), with their age being irrelevant. These results are supported by other
studies [80–82].

Business excellence models greatly influence organizational performance, and the
results of this study showed that there is the strongest direct correlation between these con-
cepts (H6). Analyzing the main criteria on which the business excellence models are based,
the authors determined that, the more importance the company attaches to these criteria,
the higher the level of business performance. This outcome is in accordance with what is
claimed by the EFQM model of excellence [72,75], which states that the role of implement-
ing such models is not only to measure a company’s level of organizational performance,
but even to continuously improve it, leading to business sustainability. Consequently,
business excellence models are used not only to achieve high levels of organizational
performance to exceed the expectations of all stakeholders [72], but also as tools for as-
sessing sustainability [114]. Other papers emphasize that sustainability can be achieved
only if a company integrates both business models and corporate social responsibility prac-
tices [114]. If companies are concerned with achieving business excellence, they manage
to improve their performance at the economic, social, or environmental level, with these
being important pillars of sustainability [115].

Furthermore, the results of the study also indicate that continuous improvement
influences the organizational performance of Romanian IT companies (H5). Despite this
result, the use of Six Sigma and Lean Six Sigma methods does not contribute to organiza-
tional performance improvement, which contradicts other studies [60,105,107,116]. This
could be explained by the fact that there are other more widely used techniques in the IT
industry (Agile, Scrum, or Kanban practices) that help the company to provide quality IT
services [117,118]. However, ISO 9000 standards remain elements that certify the quality
of services and help improve the level of quality within companies, with these results
being in accordance with previous studies [97]. Moreover, the age (H7) and size (H8) of
the company influence organizational performance to some extent, because, over time, the
company can grow and invest more in its employees, which will consequently develop
specific skills and lead the company to higher organizational performance [77,79].

Although many studies show that improvements in the financial dimension of a
company contribute to the improvement in financial performance [34–44,119], the results
of the present research contradict this hypothesis. The obtained results indicate that an
improvement in the financial resources allocated to the activity in the IT industry does
not necessarily help to attain better results (H1). This can be explained by the fact that, in
this industry, great value is placed on employees, their knowledge, and what they achieve.
In the last few years, in Romania, over 24,000 companies operated in the IT sector [120],
precisely because the investment necessary to open and conduct such a business is not
large, with the labor force being the most expensive resource.
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6. Conclusions

This paper identified and analyzed the key success factors that enable IT service
providers to achieve organizational performance. By analyzing these factors, the authors
intended to assist the IT organizations in developing strategies for improving their organi-
zational performance, indicating features that could guide the success of such initiatives.

The results of this research are summarized as follows. First, the results of the study
show that companies that use employee skills development programs or ISO 9000 standards
have an improved level of performance. Second, the outcomes of the paper could help IT
companies with the recruitment decisions of top managers, who must be experienced and
have knowledge in the field, with their age being irrelevant. Third, the study results fill
the gap and emphasize that the use of Six Sigma and Lean Six Sigma methods does not
contribute to the organizational performance improvement for IT companies.

Through the results obtained, this study makes significant contributions to the spe-
cialized literature. First, while previous studies investigated some of the key factors that
can influence organizational performance individually, this research integrated them into
a conceptual model, in order to investigate their impact on organizational performance.
Thus, the results of this study confirm that business excellence models, continuous improve-
ment, service quality, management experience, and the organizational innovation level are
some of the key success factors that positively influence the organizational performance of
Romanian IT companies.

Second, this study highlights the relationship between organizational performance
and the use of business excellence models, which was found to have the most positive
influence on organizational performance. In this respect, aspects like developing an organi-
zational culture that is oriented towards leadership, sustainable value, and stakeholders’
involvement; performing more detailed analyses regarding the results obtained by the
company; adaptation to changes in the environment; and setting a clear definition of the
company’s purpose, vision, and mission, must be key issues on which companies should
focus if they are interested in achieving a high level of organizational performance that
could lead to organizational excellence. Therefore, this study contributes to the literature on
business sustainability, as it demonstrates the features that can make a company successful
and resilient in the market, by improving its organizational performance. Other key success
factors that a company should take into account are the following: adapting to changes in
the environment, leadership style, the continuous analysis of stakeholder’s perceptions
on results obtained by the company, developing an organizational culture, and creating
sustainable value.

Third, in this study, the authors examined if the age or the size of the company
influence organizational performance. By performing nonlinear regression analysis, the
authors found that organizational performance is not linearly influenced by the age or
size of companies, which means that, no matter how small or large, or new or old, an IT
company is, it can still achieve results that ensure its success in the market, especially if it
turns its attention towards the key success factors discussed in this paper.

The practical implications of this research can be provided as follows. The results of
this study can represent a starting point in the development of a guide for the success-
ful implementation of initiatives to improve organizational performance. The findings
emphasize the need to develop projects or work strategies that concentrate not only on
improving the quality of services provided or the level of the company’s innovation,
but also on developing an organizational culture focused on the advantages of business
excellence models.

Furthermore, the results highlight that organizational performance can also be influ-
enced by management experience, process improvement, application of ISO 9000 standards,
and employees’ skills development programs. IT service employees and the management
style are focal points in a company, because they represent the core of the organization.
By having well-trained and satisfied employees that are constantly involved in skills de-
velopment programs, a well-founded organizational culture, and a good leadership style,
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IT service companies can be one step closer to innovative services and top service quality,
creating sustainable added value.

From a practical standpoint, too, this research indicates that the financial results
of Romanian companies in the IT industry do not necessarily influence organizational
performance. In general, services in the IT industry are very expensive, compared with
the low operating costs. This is why a large amount of money collected for the provision
of IT services does not necessarily reflect good quality of these services, a high degree
of satisfaction of customers or employees, or a high level of organizational performance,
but simply shows the normal trends of a constantly expanding market, especially in the
current context of digitalization. Thus, on one hand, these results can give an incentive to
IT enthusiasts to open their business in this field, because the lack of financial resources
would not necessarily prevent them from registering favorable results in the market. On
the other hand, the results show that, in a business field for which the revenues from
the provision of services can be considerably higher than in others, entrepreneurs and
employees should be more concerned with improving different aspects of the company, as
the financial aspect is not the one that directly drives the organizational performance of a
business and its sustainable operation in the market.

However, although the financial component is not a factor that directly affects organi-
zational performance, it has an important role to play in ensuring continuous improvement,
as well as ensuring experienced management. Thus, the results of this paper show that, the
more companies are willing to invest in attracting experienced managers, the better their
financial results can be. In addition, management experience, supported by the continuous
allocation of financial resources, can help IT companies improve both their processes and
the skills and knowledge of employees. As this research has demonstrated that business
excellence models are the most important factor in achieving performance, it can be said
that the financial dimension is still a factor that contributes to improving the organizational
performance over time, indirectly. Thus, the financial dimension proves to be the neces-
sary fuel for the proper functioning of the other factors that enable the achievement of
organizational performance.

Despite the results obtained, this study has several limitations. Firstly, as this study
was based on a non-probabilistic method (e.g., the survey), future studies should be
conducted using qualitative and quantitative analysis. Thus, in the future, interviews will
be conducted with the managers of the IT companies to identify other possible factors that
influence the organizational performance of the companies providing IT service. Through
such studies, the literature in the field can be improved with new factors that have not
been addressed yet, and the results of future research indicating more practical directions
that can be focused on by companies interested in improving organizational performance.

Secondly, the size and structure of the population are other limitations, as this is an
exploratory study. The limited resources, as well as the busy schedule of those working in
the IT field during this turbulent period caused by the COVID-10 pandemic, have left their
mark on data collection. Considering that more than a year and a half has passed since IT
companies started to adapt to new trends and activities, a larger and more representative
population should be analyzed for future studies.

Thirdly, as the questionnaire was applied only to IT companies in Bucharest, future
studies should focus on targeting other cities, in order to test if the region, population
density, education, or lifestyle bring changes in terms of factors that affect the organizational
performance of companies in the IT sector.

Fourthly, this study did not take into account the satisfaction of stakeholders in the
analysis of factors affecting organizational performance. However, the results indicated
that the quality of services is one of the key factors influencing performance. High lev-
els of quality could lead to high levels of satisfaction, which could have a potentially
positive impact on the financial performance of companies. Although quality and cus-
tomers’ satisfaction are closely linked, they are not necessarily derivative of each other,
and future research should take this aspect into account. Thus, stakeholder satisfaction
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should be introduced in future research as a potential key factor contributing to improving
organizational performance.

In conclusion, there is a need for future studies related to the factors that enable
companies to achieve organizational performance. This should be sustained by developing
new business models and by increasing the interest of the companies in this field.
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